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DETAILED ACTION 

Response to Amendment 

1 . This action is responsive to an amendment filed on 03/19/2008. Claims 1-20 are pending. 

Response to Arguments 

2. The arguments filed in the 03/19/2008 Remarks have been fully considered but they are 
not persuasive. 

Regarding claims 1-6, 8-18 and 20, the Applicant argues on page 7-8 that the 
combination of Ramey et al. and Kaplan fail to provide any teaching or suggestion of converting 
to text or packetizing, a search term supplied by a searcher subsequent to the contact for post- 
processing research, or searching the data repository. Examiner respectfully disagrees with this 
argument. In col. 4, lines 59-64, col. 5, lines 15-22, 53-64, Ramey teaches converting the voice 
contact information to contact data in digitized, packetized form and in col. 5, lines 53-64, Ramey 
further teaches searching telephone number in database. 

Thus the rejection of the claims in view of Ramey and Kaplan remain. 

Examiner performed another search and discovered Baker reference. Examiner also made 
another ground of rejection of claims in view of Ramey and Baker. 



Application/Control Number: 10/673,776 
Art Unit: 2614 



Page 3 



Claim Rejections - 35 USC §103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

4. The factual inquiries set forth in Graham v. John Deere Co., 383 U.S. 1, 148 USPQ 459 
(1966), that are applied for establishing a background for determining obviousness under 35 
U.S.C. 103(a) are summarized as follows: 

1 . Determining the scope and contents of the prior art. 

2. Ascertaining the differences between the prior art and the claims at issue. 

3. Resolving the level of ordinary skill in the pertinent art. 

4. Considering objective evidence present in the application indicating obviousness 
or nonobviousness. 

5. This application currently names joint inventors. In considering patentability of the 
claims under 35 U.S.C. 103(a), the examiner presumes that the subject matter of the various 
claims was commonly owned at the time any inventions covered therein were made absent any 
evidence to the contrary. Applicant is advised of the obligation under 37 CFR 1.56 to point out 
the inventor and invention dates of each claim that was not commonly owned at the time a later 
invention was made in order for the examiner to consider the applicability of 35 U.S.C. 103(c) 
and potential 35 U.S.C. 102(e), (f) or (g) prior art under 35 U.S.C. 103(a). 



6. Claims 1-6, 8-18 and 20 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Ramey et al. (U.S. 6,298,128) in view of Kaplan (U.S. 6,396,906). 
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Regarding claims 1 and 13, Ramey teaches a method of contact manipulation and 
retrieval in an automatic call distribution system (col.l, lines 58-60), comprising the steps of: 

receiving a voice contact having voice contact information (col.4, lines 59-64, col. 5, lines 
15-22, 53-56); 

converting the voice contact information to contact data in digitized, packetized form and 
to text form (col.4, lines 59-64, col.5, lines 15-22, 53-64); 

storing the text contact data in a data repository of past contacts for use in post-processing 
research (col.4, lines 62-64, col.5, lines 15-22); 

receiving a search term from a searcher subsequent to the contacts for past processing 
searching (col.5, lines 53-64); 

searching the data repository of past contacts based upon the search term (fig. 3; col.5, 
lines 53-64); 

wherein the data repository of past contacts is searched for at least one item of 
information using the received search term (col.5, lines 53-64). 

However, Ramey does not teach converting the voice information to text using speech 
recognition. It is obvious that Ramey suggests the limitation. This is because Ramey teaches 
converting the voice contact information using combination of codec and DSP (col.4, lines 59- 
64, col.5, lines 15-22, 53-64). Kaplan teaches converting the voice information into text using 
speech recognition (col. 2, lines 15-22, 41-44, col. 3, lines 39-42). Having the cited analogous art 
at the time the invention was made, it would have been obvious to one of ordinary skill in the art 
to add speech recognition to Ramey' s invention for converting the voice information as taught 
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by Kaplan's invention in order to provide users with more accurate digitized data of the actual 
voice data. 

Regarding claims 2, 10 and 14, Ramey teaches that the message is a voice message, and 
wherein the voice message is inherently packetized to thereby convert contact information in the 
voice message to contact data (abstract; fig.2, 4; col.4, lines 59-64). 

Regarding claims 3, 1 1 and 15, Ramey teaches that the message is a voice message, and 
wherein the voice message is converted to digitized [i.e., text] as the contact data (col.4, lines 59- 
64). 

Regarding claims 4, 12 and 16, Ramey teaches that the message is a voice message, and 
wherein the voice message is packetized, and wherein the packetized voice message is converted 
to text as the contact data (abstract; fig. 2, 4; col.4, lines 59-64, col. 7, line 64- col. 8, line 15). 

Regarding claims 5 and 17, Ramey teaches that the system has at least one agent, and 
wherein the method further comprises providing at least one plug-in that implements conversion 
and storing of contact data in the automatic call distribution system (abstract; fig.2, 4; col.l, lines 
58-60, col.4, lines 59-64, col. 7, line 64- col. 8, line 15). (Note; agents are software routines and 
algorithms) 

assigning inherently the at least one plug-in to the agent (abstract; fig.2, 4; col.4, lines 59- 
64, col.7, line 64- col.8, line 15). 
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activating the at least one plug-in for the agent when a message having contact information 
is received at the automatic call distribution system (abstract; fig.2, 4; col.4, lines 59-64, col.7, 
line 64- col.8, line 15). 

Regarding claims 6 and 18, Ramey teaches that the automatic call distribution system has 
a plurality of agents and a plurality of plug-ins, and wherein the method further comprises 
determining inherently for a respective agent of the plurality of agents the at least one plug-in, 
which is assigned to the respective agent (abstract; fig.2, 4; col.4, lines 59-64, col. 5, lines 15-22, 
53-64, col.7, line 64- col.8, line 15). (Note; agents arc software routines and algorithms) 

Claim 8 is rejected for the same reasons as discussed above with respect to claim 1. 
Furthermore, Ramey teaches that messages are converted to text stored in a central repository 
for use in post-processing and search for key word matches (col.4, lines 59-64, col. 5, lines 15-22, 
53-64). 

Claim 9 is rejected for the same reasons as discussed above with respect to claims 1, 5 and 
6. Furthermore, Ramey teaches a plurality of format conversion plug-ins (abstract; fig.2, 4; 
col.4, lines 59-64, col.7, line 64- col.8, line 15). 

Regarding claim 20, Ramey does not specifically teach "the communication system is an 
automatic call distribution system". Kaplan teaches that the communication system is an 
automatic call distribution system (fig.l; item 112). Thus, it would have been obvious to one of 
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ordinary skill in the art at the time the invention was made to modify Ramey to incorporate the 
communication system being an automatic call distribution system as taught by Kaplan. The 
motivation for the modification is to have doing so in order to connect a caller to one of a 
plurality of agents in order to meet caller's need. 

7. Claims 7 and 19 are rejected under 35 U.S. C. 103(a) as being unpatentable over Ramey 
et al. in view of Kaplan further in view of Holmes, JR. (U.S. Pub. No. 2002/0138296). 

Regarding claims 7 and 19, Ramey teaches activating the plug-in for the agent (abstract; 
fig.2, 4; col.4, lines 59-64, col.7, line 64- col.8, line 15). However, Ramey in view of Kaplan 
does not specifically teach "the agent logs onto the automatic call distribution system". Holmes 
teaches that the agent logs onto the automatic call distribution system (page 6, paragraph 0075). 
Thus, it would have been obvious to one of ordinary skill in the art at the time the invention was 
made to modify Ramey in view of Kaplan to allow the agent logging onto the automatic call 
distribution system as taught by Holmes. The motivation for the modification is to provide status 
of agent. 

8. Claims 1-6 and 8-18 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Ramey et al. (U.S. 6,298,128) in view of Baker (U.S. 6,327,478). 

Regarding claims 1 and 13, Ramey teaches a method of contact manipulation and 
retrieval in an automatic call distribution system (col.l, lines 58-60), comprising the steps of: 
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receiving a voice contact having voice contact information (col.4, lines 59-64, col. 5, lines 
15-22, 53-56); 

converting the voice contact information to contact data in digitized, packetized form and 
to text form (col.4, lines 59-64, col.5, lines 15-22, 53-64); 

storing the text contact data in a data repository of past contacts for use in post-processing 
research (col.4, lines 62-64, col.5, lines 15-22); 

receiving a search term from a searcher subsequent to the contacts for past processing 
searching (col.5, lines 53-64); 

searching the data repository of past contacts based upon the search term (fig. 3; col.5, 
lines 53-64); 

wherein the data repository of past contacts is searched for at least one item of 
information using the received search term (col.5, lines 53-64). 

However, Ramey does not teach converting the voice information to text using speech 
recognition. It is obvious that Ramey suggests the limitation. This is because Ramey teaches 
converting the voice contact information using combination of codec and DSP (col.4, lines 59- 
64, col.5, lines 15-22, 53-64). Baker teaches converting the voice information into text using 
speech recognition (col.2, lines 54-67, col. 3, lines 50-62). Having the cited analogous art at the 
time the invention was made, it would have been obvious to one of ordinary skill in the art to add 
speech recognition to Ramey' s invention for converting the voice information as taught by 
Baker's invention in order to provide users with more accurate text data of the actual voice data. 
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Regarding claims 2, 10 and 14, Ramey teaches that the message is a voice message, and 
wherein the voice message is inherently packetized to thereby convert contact information in the 
voice message to contact data (abstract; fig. 2, 4; col.4, lines 59-64). 

Regarding claims 3, 11 and 15, Ramey teaches that the message is a voice message, and 
wherein the voice message is converted to digitized [i.e., text] as the contact data (col.4, lines 59- 
64). 

Regarding claims 4, 12 and 16, Ramey teaches that the message is a voice message, and 
wherein the voice message is packetized, and wherein the packetized voice message is converted 
to text as the contact data (abstract; fig.2, 4; col.4, lines 59-64, col.7, line 64- col. 8, line 15). 

Regarding claims 5 and 17, Ramey teaches that the system has at least one agent, and 
wherein the method further comprises providing at least one plug-in that implements conversion 
and storing of contact data in the automatic call distribution system (abstract; fig.2, 4; col.l, lines 
58-60, col.4, lines 59-64, col.7, line 64- col. 8, line 15). (Note; agents are software routines and 
algorithms) 

assigning inherently the at least one plug-in to the agent (abstract; fig.2, 4; col.4, lines 59- 
64, col.7, line 64- col.8, line 15). 

activating the at least one plug-in for the agent when a message having contact information 
is received at the automatic call distribution system (abstract; fig.2, 4; col.4, lines 59-64, col.7, 
line 64- col.8, line 15). 
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Regarding claims 6 and 18, Ramey teaches that the automatic call distribution system has 
a plurality of agents and a plurality of plug-ins, and wherein the method further comprises 
determining inherently for a respective agent of the plurality of agents the at least one plug-in, 
which is assigned to the respective agent (abstract; fig. 2, 4; col. 4, lines 59-64, col. 5, lines 15-22, 
53-64, col.7, line 64- col.8, line 15). (Note; agents are software routines and algorithms) 

Claim 8 is rejected for the same reasons as discussed above with respect to claim 1. 
Furthermore, Ramey teaches that messages are converted to text stored in a central repository 
for use in post-processing and search for key word matches (col.4, lines 59-64, col.5, lines 15-22, 
53-64). 

Claim 9 is rejected for the same reasons as discussed above with respect to claims 1, 5 and 
6. Furthermore, Ramey teaches a plurality of format conversion plug-ins (abstract; fig. 2, 4; 
col.4, lines 59-64, col.7, line 64- col.8, line 15). 

Conclusion 

9. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to MD S. ELAHEE whose telephone number is (571)272-7536. 
The examiner can normally be reached on Mon to Fri from 9:00am to 5:30pm. 



Application/Control Number: 10/673,776 Page 11 

Art Unit: 2614 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (571) 272-7547. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 



/MD S ELAHEE/ 

MD SHAFIUL ALAM ELAHEE 

Examiner 

Art Unit 2614 

June 9, 2008 



